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TITLE:  Employee and Patient Communication on Laboratory Issues
Principle: This policy outlines the mechanisms in place for employees and patients to communicate concerns about laboratory quality and safety to laboratory management or hospital management.  Concerns brought forward are analyzed and investigated and appropriate preventive and /or corrective action is taken.   Patient complaints are documented on the laboratory dashboard.  Action Plans are written up as quality improvement initiatives and made part of the laboratory quality management records.  
Policy:  Employee concerns can be addressed in the following ways:

· Communicated directly to the laboratory medical director or associate pathologists

· Communicated directly to the laboratory director or manager

· Communicated directly to a department lead technologists or lead phlebotomist

· Use the employee suggestion box

· Initiate a laboratory quality assurance form

· Utilize the hospital occurrence reporting procedure

· The CAP Hotline can be called when testing quality and employee safety concerns are not addressed using the above initiatives.  

Patient concerns can be addressed in the following ways:
· Communicated directly to the laboratory medical director or associate pathologists

· Communicated directly to the laboratory director or manager

· Communicated directly to a department lead technologists or lead phlebotomist

· Communicate directly with a phlebotomist

· Communicate with their nurse or physician

· Make an issue known on the survey tool sent by the hospital

· Discuss a concern with the risk manager or the patient advocate within the hospital
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